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At Your Service
The CIO Help Desk

Division of the Chief Information
Officer

Bill Walsh, Director, Customer Services

http:/lwww.cio.sc.gov

SOUTH CAROLINA BUDGET AND CONTROL BOARD

DIVISION OF THE STATE CHIEF INFORMATION OFFICER

The CIO Help Desk

Responsibilities: Hours:
« Report Troubles/Check * (24x7x365) regardless of
Status/Escalate weather

* Requests for Services
» Conference Calls (Audio Bridge)Help Desk:

+ State Directory Assistance * (803) 896-0001
+ Equipment/Alarm Monitoring * (800) 922-1367
* Notifications: Scheduled Directory Assistance:
maintenance, network issues * (803) 896-0000
E-mail

L ciohelpdesk@cio.sc.gov
ﬁ Ul\ \W\L\ http:/iwww.cio.sc.gov
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CIO HELP DESK
(CALLS TO 896-0001 & (800) 922-1367)

FY 2002-03 AUTOMATED VECTOR
— Press 1 for Voice
21 !249 Calls — Press 2 for Data

— Press 3 for Other ...
v’ Calls directed to skilled
agent
v’ Supervisor monitors
agents and activities
v Monitored with Call
Management Reports

http:/iwww.cio.sc.gov
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WORKLOAD MEASURES
Call Management Reports  Troubles/Outages/Requests
* Inbound calls Re[]))ortts
* Data
Avg. speed answered . Voice

EEE * Directory Assistance

* Avg. abandoned time « Conference Calls

* % abandoned « Sent to External -
* % busy Vendors ] §’
By: : 7

+ Time Slot (Day, Week, By:
Month) * Totals
* Open nn days

http:liwww.cio.sc.qov
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PERFORMANCE RESULTS

Modifications based on Call Management:

v Modified so all agents can provide Directory
Assistance

v’ Trained staff agents in additional skill sets (voice
& data)

v" Adjusted work schedules to ensure agent coverage
during peak times

v Moved staff to provide for additional early
morning support

gl' —
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HELP DESK
DIRECTORY ASSISTANCE - 896-0000

Performance
5000 FY 2002-03 Measures/
o 145,691 Calls Modifications:

v" Implementing enhanced
online directory system
(DirectAccess or
SCADS), promoted via
MySCGov and
Newsletters

1 m Ul\ \\ “\_\ http:liwww.cio.sc.qov
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Phone Numbers for South Carolina State Government - Microsoft Internet Explorer

Eile Edit Wiew Favorikes Tools Help |

dmEack - = - @ #at | @Search (Fel Favarites @Media @ | %' =h - E

Address I@ hittpe e skate s usfphanef LI a0 ‘ Links >

DirectAccess Online - Directory Search

HNotice: This Directory Search is maintained by the Division of the Chief Information Officer. Specific telephone listings,
including all Categories, are maintained by Telephone Directory Coordinator(s) within each State Agency.

To report a correction you should the Agency Telepk Directory Coordinator(s).

« If you are unable to find an Agency or State Employee’s Telepl NHumber please State Directory Assistance _|
at (803) 896 0000

= Toreportani acy if ble to the Agency Telephone Directory Coordinator you may send an e-mail

to StPhoneDingcio.sc.qov
= For gquestions/problems with this online directory contact the CIO Help Desk at {803) 896 0001 or send an e-mail
to ciohelpdesk@cio.sc.gov

Agency Numbers State Employee Telephone Numbers

s Classified Listings « By Employee Hame
o By Agency Name

J ol

l: #F) ) ‘ [ [ |4 weemnet

http:/iwww.cio.sc.gov
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irectAccess Online - Microsoft Internet Explorer

File Edit Wiew Fawaorites Tools  Help |

- e | @t | Disearch [GdFavorites Evedia (4 By Sb =

Address [&] rchMenu.run?cbofgency=26%2BBudget +HAnd +Control +Board + %:28FD1 %298btnSearchClassified=Search+-Classified Histings | @G0 |L|nks &

Page 1 of 1 j

DirectAccess Online - Classified Recards 1 through 286 of 265

Back
‘Rgenl;y: Budget And Control Board (FO1)

Information for Mumbers Mot Listed 303-386-0000

EOARD MEMEERS

Mark Sanford, Govermar #03-734-2100
Grady L. Patterson, Jr, State Treasurer 803-734-2101
Richard Eckstrom, Comptroller General 803-734-2121

Hugh K. Leatherman, Sr., Chairman, Senate Finance Committee  803-2125640
Robert Harrell, Jr., Chairman, House Ways and Means Committee 803-734-3144

OFFICE OF THE EXECUTIVE DIRECTOR

612 Wade Hampton Office Building

PO Box 12444, Columbia, SC 28211

Executive Director, Frank Fusco 8037342320 =l

&1 0one R
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File Edit Wiew Favorites Toadls  Help ﬁ

dmEack - = - tat | Qsearch  GelFavortes tMedia £4 | - S =

Address I@Jhttp:,ip’www.myscgov.com,icgiﬂhsrunID\stributed1D,idirectp’StateldﬂSqt36hTE_DDGQTVpsURp—GpsZ‘f’uQm—4SFm’HAHTpage,idirect.Ij PGD ‘Lmks =
A& &- e -l gBoE]|H i« del - e|0OEE]SE
GES [B-7-Z-B&|E

Classified Telephone Directory
Created on Tuesday, August 26, 2003 at 6:03:17 AM EDT

Lbl=

Signatures -«ﬁ Comments ‘ﬁ Thumbnailsx Bookmarks

ACCOUNTANCY, BOARD OF 1 AGRICULTURE, SC DEPARTMENT OF
Aset 1o the Comm. FinancefHuman Rescuroes, Clarisea Adams. 8037342196

ACCOUNT}_\NCY,_BOARD OF ggm;"n Eﬁ?ﬁ;‘ﬁ:}g“"a Ingram .. everereres e senend ﬁm:gg

110 Centerview Drive Finance, Beverly S. Cleare mw_;”zuﬁ

Columbia, SC 29210 Dala Frocessing, Jacquatyn Fosier 603 734 2030
Information and 8037342210

Information B03-396-4492

1 (See Business & RelatedLabor, Licensing and Regulation) DIVISION OF LABORATORIES

1101 Williams St PO Box 11280, Columbia, 29211-1280
Director, Dr. William Brooks ... B

».e ADJUTANT GENERAL R St s S W -
.g;‘ &) 14 4| 1af6E » M @5zl O = A 4| 2
_ ﬁ' \. oore I T —
i | y
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File Edt View Faverites  Tools  Help ‘
dmBack ~ = - @) ¢} | @search GalFavorites @Media (| By &b =1 H]
Address [&] omfcgifhsrun(Distributed1 0jdirect/Stateld/SatvhiTE_HGQTALsURgHWeMZYuLG-LyHE HAHTpage/direct HsEmplayeeDisplay.run ¥| (@?Ga | Links
- »
BE®-- - #@sB0nBE][94 b bes]e - DO0ME =-[|H
g b
o AARON 1 AIKEN =
g AARON Alton - MHC, Aken-Ban B03-644-4366 -B03-734-2516
= Estela R - DHEC. ... B03-808-3623 -803-734-3419
=] Julie ons. B03-806-3020 123-2206
=] Katherne - Willam 5 Hal Inst 803-808-2038 0- 1692
o Katherne M - MH, SC2H DPRS 803-808-2038 37-1753
Linda B - nlfmg 803-323-2660 198-3300
ABHOTT Cherles - Govarnor's Office 803-734-0450 31-4848
@ Eizabeth - Education.... 803-734-0558 378301
= Gina B - DHEC 803-808-4184 850210
= Halen Jean - DHEC B64-467-8835 13-806-8500
E e B3TI0-1132 37-8074
E Rl Eopgpone—- -G it
2 Stavan M - Education 803-734-8486 08-37 42
= ABDEL-KADER Waigh - 5C State U 803-536-8036 06-1832
= ABDUL-KHALIQ Amin - DL B03-806-0520 677704
?— ABDULLAH Mahssar B03-737-2650 - 98-1240
ABDUL 203-808-2558 Benjamin Jr - 92-3851
“ ABE 864-420-1560 Bl - O ADCOCK Char 06-3700
z ABEI 843-340-2257 Bianca G - St 8d_of Fin. Instes. B03-734-2020 Timothy - ETV 803-324-3184
T 803-324-1136 Carolyn E - MUSC. 803-806-3700
£ B43-724-5010 Catthy 0 - MHC, TrCty. BA3-E23-0E B -364-850-0335
£ 803-806-0344 Cherlie - MUST . |3-598-3700
o 803-806-1200 Chrigane - MUSC . 264-876-1306
- B64-963-3421 Cl 4-550-0037
] S i
803-737-1341 103-5¢
“@ 864-225-3731
=] B64-241-1101
=1 803-806-6306
i BA3-661-4767
= 803-808-0561
= 864-227-5040
& BO3-808-5a79
80 3-808-5045
803-806-0565
803-806-3501
803-358-8261
ol B03-548-88565 Eleanor & - 13-821.
esting - Comechions 803-806-3020 Elzabeth - DMK B - MUSC. 843-792-0860
Frankin - OMH . .-B03-808-1380 Elzabeth O - Educabon ... o] Lenoea- LR .. om0 38064853 -
Erznkdn, 46,0 pdca privas =l
aln 1‘ 2of146 » M 85x11in O B R 4

B & oo T e
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Customer Information Initiatives

Electronic Mail Notification
Distribution Lists Voice Mail Notification
Distribution Lists
v" CIO Management
v' SAP Management

Agency Heads
IT Directors
IT Contacts

Directory Coordinators Other
Telephone Coordinators

95 other lists with over 1000 v Surveys
email addresses y

v' Website

v" Newsletters

AR NN O NN

http:/iwww.cio.sc.gov
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Scheduled Maintenance Notice

== Mail From: CIO Help Desk

Fil= Edit ¥iew Actions Iools window Help

B o= EHl. v | = == 8 B G| | E I E

From: |CIS Help Desk cc:  |eiohdarp; Conkack Groups - (.3

Ta: |DOR3550 Upgrade Mokificatiol. ..

Subject: [***Scheduled Maintenance - Hardware Upgrade - Sunday, July 13,

Close
- . ==
MlessaEs (>n Sunday, Juby 13, ZO0F CIO Mebwork, Inkegration Engineers will be - ===
o replacing DORSW2 ak 301 Gerwais Streek with DORISS0. The outage will -
begin at 7:00 &f with service being restored by 7:15 4.1, barring Reply
unforseen difficulty . Internal networks will nok be affected.
-

The following agencies will experience a (15)-minute Internet
Dutage For the duration of the maintenance window:

Confederate Relic Room
State Museunm
DOR

SCDA =
OGS -
Ay problems Ehat wou encounter relating ko this maintenance, in excess Delete
oF those that have already been established should be direcked ko the CIO
Help Desk. Please provide the agency affecked, contack number, email
laddress and the mainkenance ticket number assigned to this email, which is
#=4501 . This will help ko expedite a resolukion ko any problem you may be
=xperiencing., Thank wou For your patisnce during this necessary

rmaintenance. Please call the CIO Help Desk with questions or concerns ak —
S95-0001, or email ciohelpdes! [nf (] i m [ 0

Thank wou,
SC Budget and Conkrol Board
Division of khe State Chisf Information OFFicer LI

[Date: 771703 9:094mM
g =

B 11—
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Virus/Worm Notification

¥=: Mail From: CIOHelpDesk@CI0.SC.GOY — o] x|
File Edit Wiew Actions Tools Window Help

B SR - = ae e | E | =EE

Eramms |C1oHelpDesk@CIc. SC.Gow o | -
Ta: | =TECHLEAD@LIST.HCS K123 geo:  |Billwalsh
= Close
Subjeck: ICIO Security Brief: Sobig.F Virus
Message: Threat = ==
-
The Sobig wirus is a significant threat to any network. It opens back Reply
doors, includes proxy servers, and spreads Fast across file shares and
wia e-mail. Detection and remosval of infected machines should be a high
priority . %
-
F.ecornmendation EerrernE

Sobig can be detect in several ways:
(=-miail: AR infected machine will send large amounts of e-mail. It will @
nok use the usual email server buk inskead send e-mail direckly,

wirus scanmers: Currently, all major wirus scanners will deteck ~
Sobig-F.

MTF traffic: The worm will synchronize with various MTP servers ko
iobtbain an accurake tinne.

Delete

Counter Measures:

Elock all outbound kraffic on port 25 unless it is originating From a

known mail serwver. Require users of your network ko use this authorized
mail server. Implement virus scanning on this mail server.

Elock inbound UDP traffic on port 995-999 and 8998,

Remind users not ko click on e-mail attachments

. (http:ylisc. sans.orgiantivirus. pdf )

g;l ol windows can be infected by this virus. Other operating systems |
i m

|Date: sizzf03 2:12PM v
s
L et
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CIO Help Desk’s Short-term Vision

Customer Satisfaction Service Level Agreements
— Surveys » Services and Scope
— Post mortems » Customer Responsibilities
» CIO Responsibilities
» Conflict Resolution
Information * Escalation
— Systems Status
(web/telephone)
— Performance (web) Tools

* Intuit Enterprise Track-it
a * WebNM (servers, apps,

“ routers, switches)

1 m Ul\ \\ “\_\ http:liwww.cio.sc.qov
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Recent Announcement

Gartner Group IT Assessment
(for Fiscal Year 2002-2003)

* CIO Help Desk cost per call was 10.7%
below the Government Peer group *
— 4 State/Local governments
— 3 Federal Public Administration

* Based on similar call volume and complexity

gl' —
i m Ui\ \\ “\4 http:/iwww.cio.sc.qov
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How You Slice It

* The CIO Help
Desk received
over 166,000
calls last year
which 1s 3%
times as much as

the Dominos
Pizza Help Desk

ﬂ Ul\ \\ \"l\_\ http:/iwww.cio.sc.gov




